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June 2002

Totass

200  Angwer Wad Time 1
#01  Dial Out Time ]
802 Dign Foliow Database inst o
#03 Dignt Folow Cust instruct 1
#04  Dign Keep Cust Wnformed [
25  Age Dasonnecied Caber 1
#06 Poor Spesng [ MISC. COMPLAINTS
807 Typng SpessiAccuracy 0 530 Rates g
#08  Poor Voice Tone [] £31  TTY Operator Service °
509 Evenyreng Rewyed 1 £32 900 Number Access o
#10 HCO Procacures Mot Followsd ] 23 Camer of Choce L.
#11  VCO Procedures Not Foliowed [] 234 Network Reconsng o
#12 TwoLne VCO Procedures Not Fo 0 £35 _Otner Miscelianeous Type -
#13  Background Noise Not Typed 0 LCL .
#14  Feelings Not Describad 0
215 Recording Festure Not Used 0 IE!ENEEH!I !
£16 Noisa in Camar 0 OTHER CALLS
#17 Agamt \Was Rude 1 0538 Branging/Tatatase entry 3
518 Probiem Answer Maching [] 17 Reguest Drectory Asssiance L]
£15 Sgansh Senace ] £38 TestCats L
20 Speech to Speech 0 79 instructomyGenersl s
121 Oher Servce Type 1 40 Seng informancn 4
“TOT, 5 #41 Biing Ouestion 5
TECHNICAL COMPLAINTS 42 Purchase TTY i
#22 Lost Branang 0 £43 Referred to LEC 32
$23 Charged for Local Cal ) #44  Wanted Spont Cust Sve i7
#24 Trouble Linking Up o 445 _Other - &
825 Line Disconnected 0 L 12,
#26 Garbled Message i
#27 Database Mot Available @
#28 Spil Screen 0
#20 _Other Technical Type ]
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COMMENDATION Totals
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BOO  Answer Wal Time 0
01  Diad Ot Time 0
£02 Didn Follow Datatiase inst 0
203 Diom Foliow Cust. instuct 0
#0¢ Digm Keep Cust indormed 0
205 Agent Disconnecied Caler 0
#08 Poor Spaling 0 MISC. COMPLAINTS
#0T Typing SpeediAccuracy ] £30 Rates 0
#08 Poor Vioice Tone -] £31 TTY Operator Servica []
809 Everythng Aeiayed 0 £32 900 Number Access 0
#10 HCO Procecures Not Followsd 0 #33 Camer of Choice 0
11 VCO Procacures Not Foliowed [] 34 Network Recorsng 2
#12 Two-Line VCO Procecures Not Fo o £35  Other Mooslaneos Type. 1
#13  Background Noise Not Typed 0 Lzl .
#14  Fealings Not Described e
#15 Recording Fasture Not Used o TOTAL COMPLAINTS] .
#16 Nose in Center ] OTHER CALLS
#17 Ageni Was Rude 3 £35  BrancngTatatase entry L4
Prodeerm Answsr Machns 0 37 Reguest Dueciory Assislance m
Spanan Servics ] £35 Test Cals *
Spesch 1o Speech 0 #39  Instructions/General 78
Other Service Typa 2 #40 Sand Information 4
TOT, 5 #41  Biling Question 5
TECHNICAL COMPLAINTS 242 Purchase TTY 48
522 Lost Branding ] 843 Referred to LEC s
#23 Changed for Local Cal [ $44 Wanied Spant Cust Svc :
24 Trouble Linking Up L B — -
535 Line Disconnected g — =
26 Gardled Massage 0
827 Database Not Availabis 0 o
28 Spidt Screen v
#28 Other Technical Type: = L
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800 Answer Wat Teme o
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#08  Poor Spaliing [} MISC. COMPLAINTS
#07  Typng SpeaciAccuracy i 9 Rates e
#08 Poor Viocs Tone [] 231 TTY Operator Sernce o
#0% Everyrung Relayea [/ 832 00 Mumper Access 2
#10  HCO Procssures Net Followed ] 233 Carner of Chace 2
#11 VCO Procedures Not Foliowsd ] #34  Network Recorsing -
212 Two-Line VOO Procedures Not Fo o 535 Other Maceilanecus Type .
#13 Background Nolse Not Typed 0 TOTAL L.
#14  Feelings Not Described 2
#15 Recorsng Feature Not Used ] TOTAL COMPLAINTS] 8 |
218 Noise in Canter [ OTHER CALLS
21T Agent Was Rude 0 05 Branang/Datatase envy 4
818 Protiem Answer Maching U E37  Request Dveciory Assstance 3
#19 Spansh Senace ] 038 TestCats Ll
#20 BSpeech 1o Speech [] 139  instructons/Genera! 58
#21  Other Sarvice Type 2 #40  Send information s
= TOTAL] ] #41  Biling Question 5
TECHNICAL COMPLAINTS #42 Purchase TTY 4
#22 Lost Branding ] #3 Referred 1o LEC ~
#21 (Charged for Local Cafl 0 £24 Wanted Spnnt Cust Svc §
524 Troutée Linking Up C 35 _Oner — = E_n
£28 Ling Disconnected 0 —
226 Gartied Maasage ]
#27 Datatase Not Avadable 0
#28 Spit Screen 0
#29 _Other Technical Type: 9
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COMMENDATION
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COMMEMNDATION Totals
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November 2002

COMMENDATION
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Answer Walt Time
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January 2003

COMMENDATION
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SERVICE COMPLAINTS

23333308832

Angwer Wah Time
Dial Out Teme

Dign Foliow Database inst
Dicin't Foliow Cust. instruct
Osens Koo Cust informed
Agar Desconrecies Caner
Poor Speing

Tysng SpesdAccutacy
Poor Vooe Tone
Everyhwng Retayed

HCOD Procedures Not Foliowed

VCO Procecures Not Followed
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222333
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COMMENDATION
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Disi Oust Tima

Dign Foliow Database inst

Dign® Foliow Cuat Instruct

Didn't K2ep Cust. Informed

Ageni Disconnected Caller

Poor Spefing

Typng Speedifccuracy

Poor Viace Tose

EveryTung Reayed
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Two-Line VCO Procedures Not Fo
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Other Sarnce Type
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Charged for Locai Cal
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Send information
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Gartiss Massage
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Spit Screen
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Answer Wait Time
Dail Out Time

Dicint Foliow Database inst
Digri't Foliow Cust. instruct.
Dign't Keep Cust. Informed
Agent Disconnecied Cailar

Poor Speiling

Typing Speed/Accuracy
Potr Voce Tone
Eoeythey Reliyed

MISC. COMPLAINTS

HCO Procecures Not Followed

VCO Procedures Not Followed
Two-Lirm VCO Procacures Nat Fo
Bacsground Noise Not Typed

730 Rates

0

£31  TTY Operator Service o
11 P00 Numbsr AComss ]
51} Camer of Chose -]
£34  Network Recordng 0
35 Other Mescelaneces Type: o
[-]

TGT

Fesungs Not Dascrees

Recordng Feature Not Used
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Nomse i Camter

OTHER CALLS

Agent Was Ruce

Probiem Angwer Machne

Sparsh Servica

Speech 10 Speech

Other Service Type
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daggpen

Losl Branding

Charged for Local Call
Trouble Linking Up
Line Dasconnecied
Gartied Message
Caadase Mot Avaulstes

£38 Branding/Datatase entry
17 Reguest Direciory Asssiance

#38 Tes!iCals

#30  InstnuctionsGeneral
840 Send information

#41  Biling Question
#42 Purchase TTY
#43  Relemed 1o LEC

44 Wanied Sprint Cust Sve

845 Other

TOT. 1

—
NON-STATE REPORTED

Sp Screen

Other Techwcal Type:
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COMMENDATION Totais
Agen L
Servce
TOT: 1
SERVICE COMPLAINTS
#00  Angwer Wail Time [
#01  Dial Out Time o
862 (Dicn Folow Database inst [
203 Dicn Follow Cust. instruct 1
#04 Dign Kssp Cust informed 0
#05  Agere Daconnected Calier 1
6 Poor Spalng [:] MISC. COMPLAINTS
#07 Typng SpeeciAccuracy o 0 Raws L
#08  Poor Vorce Tone [] £31  TTY Operator Service 0
#0% Everythng Retayed [] £12 500 Number Access 0
#10 HCD Procecures Not Followed 0 #3} Cacner of Choce L
B11  VCO Procedures Not Foliowed [ £34  Network Recorang g
#12 Two-Line VCO Procedures Not Fo 0 #35 _Ofner Miscelaneous Type 3
913 Background Noise Not Typed 0 Jou .
#14  Fesiings Not Described 0
#15 Recorsng Feature Not Uised 0 TOTAL COMPLAINTS] T |
18 Nome in Center : OTHER CALLS
F17T  Agent Was Rude 0 3§ BrandngDatabase enlry L]
218 Prodiem Angwer Machng 0 837 Request Directory Assistance
£19  Spanah Service [ £33 Tes:Cats L
£20 Speech to Speech 0 £3%  lnstructonsGenara! a7
#21  Other Service Type 1 240 Send rormaton 7
TOT, 3 £41  Bing Queston !
TECHNICAL COMPLAINTS #42 Pucnase TTY F)
#22 Lost Branding ] #43 Referred to LEC L1
#23 Charged for Local Call 0 844 Wanied Sprint Cust Sve 4
#24 Trouble Linking Up 8 $43 Other -
#25 Line Disconnected 8 —
220 Garbled Message 1
227 Datasbase Not Avalable 0
#20 Spit Screen L)
529 Other Technical Type = y
TOT, 2




This file contains the complaint logs for the state of North Carolina for the period of June 2002 to May 2003



June 2002

Tracking| Dateof | Cat. # Nature of Complaint Date of Explanation of Resolution
£ Compl | Compl. Resolution
CA discussion: Ca remembaers call
She said she was nol condeszending
Voice cusiomer using prepad calling card and to this customer She requested the
CA bad Very condescending attitude with her for calling card and the customer
Kept asking for the # caling to. Violce asked for started cafling the Ca names. CA
060202 5 supenasar and was placad on hold then 080802 said she did nol disconnect the
disconnactad. She did not appreciate the way customar. CA put up her cup for
she was reated Thanked the customer for sSupervisor assistance and by the
feedback and assured supenvisor would fallow time the supervisor got there the
up. calier had hung up herself. Ca said
she always tries to be polite and
would never disconnect a customer,
8657
o oso202| 17
[TTY said CA was lie, changing their words
around and (hat was why the outbound hung ug.
After outbound hung up CA told TTY that the
last thing relayed (o autbound was "Alright *
TTY very mad saying dn' say aiight | b b
osmanz| o [Oviewsdhe s TTV did type alngix. CA 06/03/02 |words relayed. TTY misspeliing
assumed it was the word alnight. TTY asked for )
throughout and CA was doing best to
agents # and that was given TTY stated that
were going 10 call customer service 10
complain also. | apologized for the
inconvenence Assured them this would be
and CA would be coached
8558
VCO was upset that the operator did nol give
the operator # and had to ask for it again. Was Operalor dialed comect # and
also upset that the operator dialed a wrong followed customer instructions.
number and nol the des # she wanted and did Operator followed cormect procedures
not enter the cofrect exension. Verified # for relay and kept VCO informed of
osrtoz| 29 [oPerator had dialed correct # and extension but mmqmdhmuﬂulu
who answered transferred 10 a recording IVCO would like to redial and try the
that disconnected. and checked - operator had lextension # again. VCO said yes,
greeting macro with operator # and gave operator redialed operator and got a
operator # when asked agan. Operator did type live person at the extension #. No
cail and kept VCO informed of progress of the follow up needed.
ool :
1980
Customer was upset that CA would not
compiete slam for them. Said CA kept asking CA now understands Ihe process of
osr2mz2| 3 [for#todial Apologized to customer for the o6/1202 [908 AMR and is confident in his
inconvenience and after explaining process o ability 1o compiete this type of call
asked customer if they would like CA to after having it re-explained 1o him.
1984 Stam now. Customer was satisfied and agreed




4717

Cuslomer says when he calls using his cell
iphone and is on reaming the wrong area code
icomes up and there s no calling from #. Can
not understand why this happens. Apologized to
customer put trouble bicket in 1000248152
Customer wants follow up from Tech.

31246

Customer dials dedicaled VCO line and reports
2 very lengthy delay in getting an answer. She

noticed this for about the past two weeks.
Customar wants to know if thara is a staffing
problem. | apologized for any inconvenience
this may have caused. | tald her | would
documeni her complaint for the account
manager to rnaview possible staffing situation.
Customer doas not require follow up.

ASA for month of June was very
excellent at 1:10with no outages
reported. Mot able to follow up with
cusiomer a5 no number was given,

oaminoz




July 2002

Tracking

CaL#

Nature of Complaint

Date of Explanation of Resalution

4748

2

Customer was concerned tha! CA did not tell
the caller what "cough™ background noisa was
like after his grandmaother hung up CA sent the
imacro (CA no longer has info) | apologized for
his frustration and expiained Ca automatically
has no info after OB caller hangs up. No foliow
up needed.

07/08/02 |CA did the comect procedure

G71502

3174G

Customner called stating that the agent dialed a
number. She also stated that when she
him to get immediate creart for the mis-
call he told her the he was unabie 1o do

that and transferred hef 10 CuSioMEr sanice.

Customer says she is going to inform the NC

acct manager and the deal association about

this. | apologized lo the customer. | let her know
that | would write up the complaint and fwd it on
to the appropriate centar. Customer does not
wan! contact.

o7hen2

credit. In addition CA is to clarnify # to
dial.

ornin2

4759

17

|Agent was rnude and would not expiain relsy 1o
an unfamiliar voice user. instead she relayed
|everything she said which caused TTY userto
bacome angry and hung up. After TTY hung up
customer asked relay operator for her name.
The operator hung up on her. She did not have
operator #. | apologized profusely for agent's
failure to explain relay and to give her aperator
number | explamed ouf requirement to relay
everything and also that we can and should give|
operator 5 but cannot give names. With no
operator # customer understands we can
foliow up with oparator but wants operators
betler irained. She was satisfied w/ our
discussion and does nol want to be contacted.

o07N7I02

07723102

17

OB voice customer sated CA was very rude to
them and toid them afier baing placed on hold
it was very rude and unprofessional of them)|
not to ket him (CA) know when the call was
picked up by a second person. CA sated well it
would have been nice If someone bothered to
tell me this. Thanked the customer for the
reporting. Le t them know info would be
documented to repor to their mgr. Customer
like: a follow up.

| Center manager and HR manager
met with operator regarding this

[compiaint. Operator was coached
and moved to next level of cormective

action. Canter manager will follow up
with customer personally,

0724102




¥ o

o7zanz2

Customer caliad in repeating over and over that
this agant caliad him bad words he said the
agent said to him T*** me 2™ " He also sad
that the agent was disling a number and he
agent was diaiing. When asked if he had given
agent the GA he said no ha hadnt Let the
customer know that | would write this up and
fwd 1t to the appropriate center Customer does
contact with resolution.

07730002

Customer called via Intemet relay enlered an
B88 number and the message & appeared the
number is an invalid number please check the
number and try again. | entered the number into
Internet Relay and recewed the same msg.
Called number from a regular phone and the
call when through to MBNA card services. |
apologized to the caller and advised a trouble
ticket will ba twd to relay tech. Cuslomer
requests contact regarding this issue.
TROUBLE TICKET 1000317228

08/14/02

from Marketing. T&I is currently in
process of working on a fix for this
problam. T&l first neads to verify
what numbers are suppose lo be
blocked at the web application level
Talked wit the customer on the
phone that it was not really solved
yet. Discussed about possibility of
her computer needing an upgrade.
She will let us know.




August 2002

Tracking| Dateof | Cat # Nature of Complaint Date of Explanation of Resalution
] Compl | Compl Resolution|
Customer states she recaivad a call from her
mother and at the end of the call the las!
message of where 1o meet har mother was
garbled and she asked the agent 1o repeat it
| The agent did not repeat the message and then
hung up on her without even leaving her agent [ The: CA said that she could not get
iD #. Explained to the caller that once her caller the message back to the VCO
hung up the phone the computer only allows 50 |person before the call disconnected,
08/01/02 3  |seconds before the call will disconnect Also 08/08/02 |so VCO parson kept talking and CA
mentioned that the agent should nave left an Id lcould not type while the VCO was
[# but the agent may not have had time lo type talking. Teme ran out on call and the
the message again before the call call disconnacted.
disconnected. Aiso let the cailer know tat a
complaint would be tumed in on the agent so
that the issue could be investigated further and
apologized for the problem. The customer did
nol expect a call back.
3220G |DAND10Z] 5
3220G |omio1/02| 21
Qmmmrummm:l;:n Exptained 10 the agent not 1o talk on
oarzoz| 21 [cal ! apologized to the customer for the mm""‘“"“""“’“‘“"”'
not talk to other agents while on
incident and informed him that this would be fwd] 2 call doss net semember this
1o the appropriate call center. Customer did not call o s
want a call back.
12648
Inm- agent £ to dial. Agent never .
wmnt-ﬂw““ 10\“!1:'“. ﬂ;:ll_‘z
dialed. Customer wants agent 1o be counsaied ‘Ii” m"”m.m‘“
081802 1 |as she does not want this to happen {0 others. mmm,m" Supervisor coached CA 10
[Thanked customer for input and assurad her ot she maintains § s
would be followed up on. Customer . : :
: = No follow up neegded. A e coli ops in.
4858
4858 |0&nam2| 4




Tracking

Nature of Complaint

When leaving message relay dd not type back
Customer waited 3 to 5 minutes with no
response from relay and agent "1 know relay
did not hang up | looked at red flash signals on
TTY". When customer dials B00# sometimes
get no answer. And somatimes gels hung up on
when dialing 711 usually has no problem.
Customer wishes 1o be contacted by phone or
amail.

-

2142

18

CA pushed the wrong button 1o retrieve
answering machine messages. Customer
appreciate CA not doing job. Caller hung up and|
calied back and got the same CA. The caller
was toid that CA would be coached.

09/16/02

Coachad CA on comect AMR
handiing. CA was able to
demonstrate correct procedure and
feels confident she will handle
correctly in the future.

4924

17

Customer complaining that the CA was having a
conversation when the call dropped in.
Customer heard CA continus conversation upon
dialing. Qutbound answered TTY but hung up.
Customer believes CA was not paying attention.
| apologized and asked if they wanted follow up
customer declined and wanted to hang up and
redial relay.

091802




Voice person wanted CA to repeat what she just|
said. CA told her she could not get involved in
to get invoived I'm asking you to repeat what
you just said before you continue with the
conversation so that | know what its about™ Said
(CA got rude and asked repeatedly for the CA's

# and she would not give id. Said she finally : ;
to resor to screaming at CA for her 2. | assured Mm‘?
voice and TTY everything was being coached agen! under any
0912/02| 17 |documented and assured both voice and TTY | 09/1302 circumstances 10 provide 8 CA #
apoiogized and got a new CA to process the user and voice person.
call. Supervisor - “Whan | went over TTY was
ing frantically “what's going on” then also
the CA for her 2 Suparvisor had in
instruct CA to give both TTY and voice her &
numerous time. When supervisor typad to talk
1o voice CA kept ( don't know I it was accident)
muting the microphone didd this at least 2 times.
Had to get new CA to continue call
8245
The calier tried to call NC Reiay13 times iast
Sunday night at -10pm. No answer She dialed mu“wmﬁ
ohisdisa] 0 [TPSeuee SEON Agstngnad for the 11/07/02 |to contact perscn at Anzona to
4934 necessary.
TROUBLE TICKET results - Unable
make any thorough testing The
ticket did not state whethes or not it
Customer wants 1o have her line branded VCO. bl e s
customer gave preventing branding from LEC send out the incorrect number to
gﬁlﬂﬂ":‘?mm*"m Relay. Reiay would not be the issue.
South, who advised probiem is not on their est calis generated would result in
09/28/02( 29 |placed test call to customers number and got | 100402 |\ o i 1 would not accurately

3436G

voicemail. | placed test call to number showing
on screen and got fast busy signal. | told
customer | would open a trouble ticket for relay
rﬂnhhmliph.(‘pm“ddﬂhhh
up regarding TROUBLE TICKET resolution.
Incident number 1000433228

for cooperation and follow up to
ensure It has been resolved. Closed.




mwuwnmhuw1

is operator asked me the speling of Lingere.
Calier wants something o be done about it
Supervisor spoke to the customar and
lapologized for the misspalisd words and
assured her complaint would be filed o the
Sppropriate depl.

|After recaiving the complaint the
supervisor held & coaching session
with the agent and he Stated that he
was unfamiliar with the word and
asked the caller for proper speliing
(Agent was advised 1o have a
it handy and 1o rite down 2l
unfamiliar words to practice. Also
agent to read more he could
build his vocabulary, Weekly
coachng sesson will be heid with
agent 1o assist in this process.

09/30/02




October 2002

Tracking| Dateof | Cat # Nature of Campiaint Date of Explanation of Resolution
& Compl | Compl Resaiution
Spoke to agent. He said he did not
hang up on the customer and he aid
not remember anything strange that
day. | reminded him that
The operator dialed the number and we were on deconnecting i II.m.n?umll I::’b
Ihw.mlummdmnmmlm“sw mmuaﬁdh&dﬂn&mm“
100302| 5 [discennectad. My light signaied that the phone | 5005 |uouid an eye on the agent to see that
was busy so | dialed relay sve number again. it does not happen sgain. The
mlmmmmﬂuwmm customer was satisiied. The
' customer also mentioned that this
was an internet relay call. Something
us 1o think about in the future
spontaneocus disconnects.
8550
VCO complained that CA dic & terrible job and | met with CA. CA expisined that she
: onty asked for confirmation of
|had to continually ask the speling of simple spelling of one word. CA fet thers
10:08/02 5 (words. VCO fell CA nesdad more Supervision 100502 s and that the call
and requested a call back | apologed for o very fni ypes
inconvenience and assured VCO her concemn
IR understanding of the importance of
2191 - ONS Apummy YPng.
TTY cusiomer complaining about operator Met with CA, He admits he misread
being rude. When this customer gave the the number first typed by the TTY
number to dial the operator typed back 'that was) user, On the second item he did not
an invalid number’. Then after dialing desired understand the odd one syllable
number, operator lyped the answenng mach name as voiced on ihe answering
message but included 'unable to understand’ mach and therefore informed the
1011902]| 17 |instead of a name on the recording. | 1020/02 |customer of that al the time. | called
apologized for the frustration and acknowledged the customer on 10-20-02 and
that the invakid number message was operalor passad on the along tha above info.
error as there was no evidence of that on the She also suggests the cperator
screen. Customer requasted agent change and have apologzed to the
that was done. Customer would like a follow up customer at the time for misreading ||
|phone call after ocperater & talked 1o asgreed.
£977
CA recalls call. TTY user was typing
very siow and CA wasn't able to
Customer said CA was not relaying property ﬁm’:‘mm"l:m
Said CA was over 5 minutes of silence and then ting - -
CA voiced so fast she couldnt understand. Said (nformed one moment TTYV ot
10023002 -] : 10/28/02 |typing. | suggested CA to voice some

she didn't seen to know whal she was daing
Assured customer we would pass this info to
supervisor. Customer wants follow up.

words if possible, Called customer
and informed what was discussed




The customer reported she has explained 1ot he
CA that they would be piacad on hold fora
since there are some things that need 1o be
checked into. CA then placed the call and only
typed (hold) 1o the customer. She wasn't
appreciative of how the CA has treated
customer like this. She then tred to nterrupt
was no response  Seems CA hung up on
her. Apologed to the customer for the
inconvenience and assured the customer |
foliow up with CA on this matter.

1073002

recailed this cail. CA did place
call and recording appeared

ich CA missed the recording msg.
|CA then decided to type hold. CA
(was coached on proper procedure
land IS NOW aware.

10730/02




November 2002

Tracking| Dateof | Cat # Nature of Complaint Date of Explanation of Resolution
3 Compl. | Compl. Resoiution
Customer receved an incoming call and asked
party 1o hold When he came back (o the TTY T""’”“"m“ﬁo‘;“mm
uwmmmnm person did not want 1o hold 50 they
customer asked him to hold again. He was back said 10 hang up and the operator
11/02/02 5 |in about B seconds but the call had been 11/06/02 hung up Made sure operator
disconnecied H‘IIW'I‘:;MMI pon undarstood call procedures and told
fwd to the call centa hievhe Okt 8 good Job )i
EVONS-FIgIR B ome inbound caller has control of the call
for follow up. No call back requested. '
3055H
The cust called 1o report that her husband had
placed 2 call to her at home through relay svc.
He was limited 1o a 3 mn call. CA wasnol typing
accurately with many mispalled words, Cust
described the typing as Memible” she was a fast
but words were many mspelied £ was not
ke @ computer garble just bad spefiing. The
made comment o her husSand asking hem
he could call her back because this Ca was c“""'“"a':;"'f““ "?""”'::‘
1inenz2| & 30 poorly that she had troubls diemnining | . ~o.05 from TTY, it seems the TTY has
he wanted to say. She reported that after i s CA understands the
that the CA was typing a little bit more clearty importance of good spelling.
but still not parfect. The improtnat fact of the
reason husnband was cailing were at the
beginning of the call so she mispelied most of
'whal he needed to say, | thkaned the cust for
|untsguuwmdlpobpwmm
inconvenience. | told cust the report wid be sent
to the call center supv. The cust requests
follow up.
3123H
upsel because there was a change
agent on her call and she askad the 2nd agent
speak louder because she wasn1 able o
him and he became rude and hung up on
. She said he did not give his CAS. She mwmh*h’m"w
someana 1o foliow up with her because Explained the policy of operator
12602] 17 said things like this kesp happening and 121802 switching and operator was Suppose
doesn't feel as though anything is being 1o provide operator number. Left my
about it | apologized and toid her without e e e o
CA number we would not be able to follow
up with the specific CA but that | would
document her complaint and someone from
customer svc would contact her for follow up.
2269




December 2002

Tracking| Date of | Cat # Nature of Compiaint nmu] Explanation of Resolution
# Compl. | Compl. Resolution
Customer called to say that she had a terrible
expenance with the agent and supervisor Legh -
The first agent ( no iD number) couldn't hear 50 :mwm‘:z
customer requested a new agent. New agent could not get involved in the
DRI SN 00 e S0 10 CUEONNRE JOM. o conversation while connected. There
twice that she did not want a maie agent and he mm“.mﬂ-ﬂn
har that the agent couldnl be part of the -
a = voice person was upset because
o3| 17 |Z FREREROR. SQUEas & Spanni 1211803 |tme was being wasted Eventually
some discussion supervisor Leigh cama on the u“m. hmﬂ for the
fine and told her that if she wanted a female mmwmx
agent 1o hang up and cali back that she might Explained what happened and
another center. This all took place in the thanked her for taking the time 1o
customer for the frustration. Customer wants 3
call back on results of ths complamt.
32154
Called and talked to customer.
| Advised to have her new TTY
ichecked She switched back o old
TTY and &t worked well afterward.
Called an made arrangement for &
speciaist from regional resource
1211602| 24 01/02/03 |center to transfer her o use TTY.
[ TROUBLE TICKET results - | was
unabie to duplicate the problem. |
called her twice once through a lest
position OB port and once through
the relay and was able to complete
calis both ways fine.
2017X
NC voice customer would like acct mgr to email Sent email with info on hyperterminal
customer at above address re: retrieving voice but made recommandation (o iry new
202102 mail using hypererminal Customer did not wait internet relay via
. - for the customer svc phone number to be given L www._sprintrelayoniine com AS it is
during conlact asking for acct mgr contact info far mote friendly than using
instead. hyperterminal.
40192
| met with CA and CA said she did
person was upsel that CA did not type mt:“mmrsr:uﬁ:'mmm“m
what voice person said and typed that TTY SR 0 RRY:
keep customer informed when she
tones were heard. This was confusing to her typed (TTY tones heard). | told CA if
12/107102| 17 |end voice person. | toid customer | would meet | 12/07/03 this 1o oress F7 and
with CA regarding this situation. Apalogized for SOVPRNG HG 0w 30 S1ws
; press F7 again, Most times this
inconvenience. Customer seemed satisfied and tod
did not require call back O Gy R T
understanding of this concept and
understanding of VCO procedure.
2284




January 2003

Tracking| Date of | Cat. # Nature of Compiain Date of Explanation of Resolution
g Compi. | Compl Resolution!
Spoke with CA who stated they had a|
VCO customer compiained about operator due difficull tme understanding the
to typing wiong words and caller's daughter. Coached CA o
010403| 05 |Customer would ke a call back. Apoiogized for] 01/07/03 |ke=p the VCO caller informed and do
|the inconvenience and informed customer that the corract typing accuracy. Called
oparator's supenasod will counsel operator, and did a follow-up with the caller.
| Caller was satisfied with the solution.
405827
VCO caller gave # to dial but operator dialed the|
wrong #. VCO saw the wrong # and tried to ge!
Immmwm’mhmu Spoke to CA and she stated that she
oin603| o3 [IMeoperator hung up. Happensd aboutfive | o, ooy |youls NEVER do like that. She
minuies ago. Apocogized for the problem and idnt recall the call at i
informed the caller we would pass tha info on to ’
the operalor's supervisar. Thanked the caller
for bringing this to my attention.
2357
| coached the agent; raminded her
that she needed to turn on the VCO
VCO customer said agent needed a reminder to each time she had finished typing.
owtzos| 11 keep using VCO throughout call. | apoiogized 01/17/03 The agent said she knew but had
o the customer and said the agent would forgotien she was on a VCO call after|
receive coaching, Customer was satisfied. a long pause from the outbound
customer. Agent is aware of proper
|procedure
TTY user said that yesierday (01/20/03) an | suggested that the TTY user
012103 17 |operator was rude 1o the voice person that they | 01/21/03 |document the operator # if they are
£345X called | apsicgized for the inconvenience. rude.
“MMMMQM Contacted via amall with
he is unabie to check voicemail uwwuwumm
01A303| 28 |Uses a hyperiarminal program Able to receive | 02/04/03
local and LD calls without problem/ Wid like relay svc because broadband doesn'l
aliow hypenerminal to work.

foliow up how to check voice mail.




February 2003

Tracking| Dateof | Cat. # Nature of Complaint Date of Explanation of Ressiution
¢ | Compl |Compl s
VCO received a LD call placed through reiay.
She said she was about 10 minutes into the call m,w%mﬁtmrﬂ
and the CA cut her off and the call was lost, mmuumuwm &
02/05/03 § |She said this has happaned about 4 limes in 02/08/03 happening mmm{nﬂsw
the last 2 weeks. | apologized fof the problem umuuﬁmmlmm
and told her the supervisor will follow up with stuation customer called in about
508 |the CA. Customer would like a follow up call '
Customer calied 1o compiain that her recent call
10 her neighbor thru relay and was interruptad
anather CA who asked what number she Cailed tafkad 10 Customer
was calling. The call was then disconnected. mﬁmh:mmm
29 [Supervisor apologized for problem explained CWIZR3 80. Sne may not be famikar wilh
the heavy call volume probably. Customer assistance and training
problem researched and resolved and '
& call back. | thanked the customer.
trouble ticket# 710724
40842
Customer frustraled that operator did nol
respond after user phone number 10 dial.
Operator only sent number calling 1o pis. User
|gave number again, but got no response from
021503| 4 |operator. User then asked for supervisor,
Operator hung up. | apologzed for the
frustration and informed the user that operator
direct supervisor will be informed. User wants
call back al above number regarding resolution.
case her number list its branding for
VICO and other connection problems.
40852
4095z |oz2nsm3| s
Voice person heard 1-2 nings then TTY lonas
|then sienca. After a coupie of momants CA
st paes T_-IndhCAhsndhhnw
there e Vhen customes disconnected a customer but
asked her how many fimes phone rang CA customar ask hum for info he wii not
02117/03| 4  |replied ) cant tell you that * After asking CA | 0228003 |0 p o e e was taught not fo
again how many times phone rang CA went over basic procedures and
disconnected customer. Customer feels CA was| he did well
rude and unprofessional Apoiogized and told e
customer complaint would be filed
2419
2419 | 0217/03 5




41022

24

Customer concemed that CA’s are not
connecting with her when she calls relay. She
receives the phrase "number calling to please.”
frequently but no other response. Told customer|
her # may have lost to VCO branding. Said
'would have Sprint techs check it out. She also
'wants 2 phona numbers checked out who are

call back. TROUBLE TICKET# 743428

'unnunmmumm.m-

| The problem never was caused by
one of out systems. My VCO RAP
subcontractor visited the customer
0318/03 and leamed that the customer's new
TTY was defective. Using oid TTY
now and everything went well New

TTY was shipped back to the




March 2003

Tracking| Date of Nature of Complaint Date of Explanation of Resolution
# Compl Resolution
1o contact appropriate
Customer was upset that the agant put forth no centar for info 1o compiets ths
effort dunng the call. His voice sounded as f he compilaint. Contacts were altempied
030203 didn't want to be there. Apologized to the 0311403 303, IS03, and 1IN0 Was
customer he asked that he be called back to 10id would receive a call back and did
see whit was done about this. not. Unabie to resolve complaint
becausa of insufficent info.
5403X
NC VCO user upset that the asked agents o
agent then hung up on her. | tried to explain the
that cal affect garbling and would have| CA does not remember the call and
referred her 10 the manulacture but this upset said she would never hang-up on
0a1/03 her more as she has a new phone. She intends | 03/11/03 |cusiomer No recollection of garbling
to contact Andy Leffier and bring this up at the ot VCO complaining of garbling. CA
advisory mesting because agants can comact knows proper protocol.
this and do a better job. customer was in 2 hurry|
land ended the call before | could apologize io
ask for any caliing to numbers for testing.
30154
A NC TTY user called to 53y that agent had c""‘""’.'“"':;m i
really bad typing and was really messy g"""“"“.n"":“ Ve
i aed to customer and explained thata | O14103 |4 omonsirates excellent
typing. No
NI WOUN e Q00 K he Aghns ention of time of call on the contact.
supenvisor. No call back needed. e .
CA ended shift at 9.45p.
3021-1
NC TTY user calied to say that agent hung up
on them as she did not send the macro that the ICA does nol remember the call CA
0¥12/03 hung up 50 customer know she hung up | ..., [VOIced knowledge of importance of
on them. Apologized to the cusiomer and waiting 3 minutes And disconnecting
lexplained that a complaint would be sent to the Only with supervisor approval.
agents supervisor, No call back requested.
3022-1
Called and talked with customer. TTY|
TTY unable to reach NC relay by dialing 500# o1 Is 14 yrs oid. Had hard time reading
711. No response. TTY usar abie 10 call ATAT her. Remembered visiting her home
031403 LD relay without any problems all info first O3/17/03 |to lest and she had & phone headset
reponed to relay NC acct mgr info sant via too large for her oid TTY. Advised
email from acct mgr to relay customer sve. har to by new TTY ASAP. No furthar
action from our end.
30274
NC TTY customer said they called their bank on
an BOD number and the operator hung up on
them. There was no sk or anything. This CA remembers call and CA said
ow17/03 happened last week with a different operator as 0v14/03 caller sksk'd to her. CA voiced
. Apologized for the inconvenience and knowledge of waiting 3 minutes and
explained that & couid possibly be  technical SUpervisor approval
issue and that the operators supenvisor would
be notified.
3034-




2471

17

| voice was confused about a message laft on
her answering mach and asked if | could lsten
and lat her understand. The CA had called and
left a message on answering mach. After
voicing the message he did not F5 and began
visiting wi another CA saying things like ‘the
one day | work all day | get all thess dumb
calis.* and telling the IB TTY to get wi the
m All of this was voiced into the

Centar mgr me! with agent.
(Appropriate action taken.

2473

0372703

Voice customer said he received his 15! relay
call iast night and there were 2 operators that
handied the call The first operator was fine but
operator who 1ook over was very rude.
't sure of the ID# He said the operator
used a very rude tone of voice and cut him if
he Iriea to ack he to expiain relay agan.
No follow up requested.

oarTa

Apologized to the customer and
thanked him for taking the time to let
us know | suggested on future relay
calis he jot down the operator # for
|reference

11783

anginally TTY to voice call 1st call said CA
relayed with no emotion was very hard 1o
understand had 1o keep asking CA 1o repeat the
info because she had no idea what was said.

1o ask for it also had to ask CA f it was a GA
because of long pause and she got no

CA and she had to ask again she asked n
occasions for the CA to speak louder

wwmmnmamm»mq
the call back to TTY with current CA, wants
follow up by mail.

o415/03

Invaid agent @ unabie to follow up.
| Sent follow up lefter the customer
informing her that CSD does not

have an operator with that number.

11783




03/30/03

NC TTY customer trying to dial 9500 number and
keeps getting connected to the 800 number ha
has tried three times and three different agents
have answered and said it was not the 900
number, | gave him the FL 500 number and the
CA 900 number to try he called back and was
not getting through this time two other agents
told them (he same thing. Apologized for the
inconvenenca and 10id ham a trouble ticket
would be entered and thankad him for letting us
|know. No cusiomer contact needed TROUBLE
TICKET# 827680

TROUBLE TICKET results - | placed
a call from our 1FB lina, and dialed
owt $00-230-3300. | connected to
Relay Oparator 108756 When the
call dropped into the CA consale. A
banner appeared stating “Can only
make S00 calls” Also on the night
hand side @ the top a small blue
banner appeared thal indicated S00
sarvices. The 900 service seems 1o
be working as designed, | will contact
the caller, and ask thal ha/sha make
anothar attempt

03/31/03

o3an7o3

21

Agent left message on answering mach too
fast. Agent was like a speed racer. It was an

Apologized lo customer and said woulkd coach
on the proper procedures.

Coached CA on speaking clearly and
slowly on answering machines.




April 2003

Tracking | Date of | Cat # Nature of Complaint Date of Explanation of Resclution
g Compl. | Compl. Resolution
VCO calier siated that CA was slow in dialing
within 2 minutes delay. The caller thinks most .
oparalors need more iraining on VCO mhﬂl .lmmmh.fm
0414103 1 |procedure. Apologized for the inconvenience | | 04/14/03 Sad her twice 1o clerify for the
toid her CA would be coached immediately s ihe
# the calier wanted follow up and she T”"' i
41382 demed and hung up.
Customer was diafing then | waited and no
response. | typed are you there and no answer.
I looked and the red light was flashing fast
which means hung up after dial. | apologized for
owaans| s |0 nconvenionce and askad if they ware able | oo, mﬁmmﬂm'?m
to complete that call with another operalor. they
had not tried again 1o place the call but will do .
that nght away. Toid the customer the report
be sent 1o the call center supenisar. No
foliow up requested
<yeTgl
met with agent but she did not
remember the call. Coached the
Customer thanks operator hung up on his agent on the importance of kesping
daughter who was calling him. He stated that customer informed and not
his daughter has never hung on him before and intentionally hanging up on a
0428703 5 |that the operator said the outbound call 050703 |customer. Also reviewed proper
| disconnected. | apoingized o the customer and procedures to follow when a call
said | would document complaint. Customer naads to be disconnected by a Team
'was satisfied. No cafl back necessary. . Agent was adwised to document
all inciden! of disconnection edhes by
or due to technical
41522
| Team leader on duty was able o look
over the entire conversation of the
VCO user staled the operator did a "“very lousy outbound voice. Team leader
job™ and didn't know how Lo process the cali. Estened to the VCO caller's complaint)
Told VCO calier that this call would be and documented the incident.
discussed with the operator. No foliow-up was Operator number and stale relay
requested. Operator on this call was the |greeting clearty wete on tha scresn
of the call with the 1eam leader on duty.
Showed excellent understanding of VCO call
osoaos| 4 processing needed (o help in assisting with the
call. When asked operaior point out possible
areas that may have caused problems in the
call to the team leader on duty. Operator
remembered thal the call came into station very
siowly, rolled through ASCII search, and the
operator heard light TTY tones. Caller
requested operator number, which operator
gave Caller gave the number 1o dial out and
the operator dialed that number
2483




3108

24

Calier sand she cannot caill thvough NC relay

. Gets a fast busy signal everytme. |

ized to caller for the problem and opened
TT# 1000855353 to look into the probiem.
Follow up required for problem resaiution.

busy” trouble. Spratn techs ran
tests using her # and the call want

through fine.




May 2003

Tracking| Dateof | Cat # Nature of Compilaint Date of Explanation of Resolution
# Compl. | Compl. Resolution
Customer says agent hung up on her while she
was still typing. Customer is & VCO user, and Talked with operator, she didnl
was typing to agent fo use VCO. While typing. remember any specific probiem with
agent typed “wated 3 minutes now VCO, although knows to walt 3
disconnecting” and hung up on the Customer minutes before putting the message
050303 5 |Customer's ine was not branded as VCO, but | 0510/03 |of disconnection with no response.
changed phone number 1o brandad in the Oparator knows knol 10 hang up an
database For VCO, also sdded to customer any call and feels this call was just
notes. Customer was satisfied. No follow-up not connecting. Customér nales
necessary. Thanked customer for informing us bean changed to branded VCO now.
of the issua.
41542
41547 |05/0303| 11
1o have oparator put in
TTY caller complained that peopie they call notes on how the caller
|sometimes hang up of seem scared because of like their calls (o be
the way the relay operators announce the calls. tme. Calier saxd they would
0S0803| 35 [Wanis relay to change the way calls are 05/08/03 [think about that Asked if caller
announced. Asked o have this suggestion (would like 1o speak with customer
forwarded to the head of policy. No follow-up service. Caller said no, but wanted to
requested. make another call, and the operator
was pul back on the line.
2515
'The caller was upset that CA didn inform the
that "CA no longer has that info™ since|
caller mssed the phone number on the Coached agent immediately
051303 3 and & hung up. Instead, the CA 0513003 comect procedure.
mustakenly sent the macro asking customes for
4183Z phone number.
(Custorner has been Irying o reach her son in
Florida since yesterday. When she calis trouble ficket results - Setup new
through relay, she gels a strange ring sequence hires network ID, mail, and installed
and the call doesn't appear to connect to him, needed software programs. Selup
0sM4m3| 29 she calls him directly, without relay, she | 08/05/03 |Pninters and verified print. Called
gets a normal ring. Thanked the customer for customner and she said she s happy
icalling in, and let her know that the techs wouid with the svc. No more problems. May
look into what was happening. Opeaned trouble hiave been a giitich in the system,
ticket 628199 W
32304
Customer is concerned that agent couldn’t dial
B00 number with a word or phrase as the
number. The total digits to dial were greater Spoke with the agent while she was
than CO and operator didn't know to dial just the{ on the call and showed har how to do
0sns03| 21 rst 10 numbers. Supervisor told the customer | 05/15/03 [the call. Call went though fine and
the complaint would be logged and thai iwmmm
someone would speak with the agent procedure.
Customar was salisfied and didn’t request a call
back.
4174Z




05/16/03

to the appropriate persannel and that Sprint
account manager will be in touch with her by
phone for a follow-up. Trouble ticket is 834465,

[troutie ticket results - This s a
known issue with the Adtrans and it

is currently being worked on. Called
and lefl message for cusiomer.

Customer is trying to help her mother se her
TTY. She has a basic Ultratec TTY (not VCO)

call comes in through relay there is garbling.
Supervisor did several tes! calls and found this
be true. She had someone come out from

trouble ticket results - 0528/03
11:58:56 Left three messages for
customer but was unable to
contact 05/28/03 11:55:50 Left thud
. Closing ticket assuming
has been resolved Will

equipment program and they instrucied both| 08/05/03 |reopen f necessary. Calied

customer several times without
success. Have informed Resource
center lo help customer gel a new
TTY old one appears 1o be broken.
'WRRC in process of heiping her get
anewTTY.




== Sprint.

Kevin W. Earp

3261 Atlantic Ave, Suite 2161
Raleigh, NC 27604
8004371242 TTY
919-878-0247 Fax

June 186, 2005

Ms. Pamela Lloyd, Administrator

North Carolina Telecommunications Access of North Carolina
Division of Services for the Deaf and the Hard of Hearing
2301 Mail Service Center

Raleigh, NC 27699-2301

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech
ices for Individuals with Hearing and Disabilities, CG { No. 123

Dear Ms. Lioyd,

Sprint has provided you the following information to support your filing with the FCC for
the State of North Carolina:

* Annual Complaint Log which includes the number of complaints received from
June 1, 2004 through May 31, 2005 that allege a violation of the federal TRS
mandatory minimum standards, the date of the complaint, the nature of the
complaint, the date of its resolution, and an explanation of the resolution.

« Annual Tally Report with total complaints by category to give you an overall view.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained
a log of all consumer complaints that allege a violation of the federal minimum standards
for Telecommunications Relay Services and is providing you with a summary to file with

the FCC. You will need to make clear that it is a reference to the CG Docket 03-123, as

above.

Please note that for your state you must send (1) an original and four copies of the
printed report and (2) an electronic disk copy of the complaint log on a standard 3.5 inch
diskette (formatted in an IBM compatible format using Word 97 or compatible software)
on or before Thursday, July 1, 2005. These items should be sent to the Commission's
Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail):

Mariene H. Dortch,



Office of the Secretary

Federal Communications Commission
445 12" St., SW, Rm TW-B204
Washington, DC 20554

Please also note that your state is also encouraged to send an additional printed copy on
or before July 1%, to the Consumer & Governmental Affairs Bureau of the FCC to:

Dana Jackson, Federal Communications Commission
Consumer & Governmental Affairs Bureau

445 12" St., SW, Rm CY-C417

Washington, DC 20554

or by email: Dana. Jackson@fcc.gov

For your reference, Sprint has included a copy of the FCC Public Notice from June 18,
2005 requiring this action.

Should you have any questions conceming this report, please contact me.

Sincerely;
ﬁi
W. Earp

Sprint Account Manager — North Carolina

Attachments:
1) Log Sheet
2) Tally Sheet
3) 3.5 inch diskette
4) Copy of FCC Public Notice



Attachment #1: Copy of FCC Public Notice June 2, 2004
Attachment #2: Six copies of the Complaint Log
Attachment #3: Six copies of the Annual Tally Report
3.5 Diskette



FOPUBLIC NOTICE

Federal Communications Commission News media Information 202/ 418-0500
445 12" St S.W. Fax-On-Demand 202/418-2830

Washington, D.C. 20554 TTY 202/418-2555
Internet: hitps//www.fcc.gov
Mip.fee.gov

DA 05-1681
Released: June 16, 2005

CONSUMER & GOVERNMENTAL AFFAIRS BUREAU REMINDS STATES
AND TELECOMMUNICATIONS RELAY SERVICES (TRS) PROVIDERS THAT
THE ANNUAL SUMMARY OF CONSUMER COMPLAINTS CONCERNING
TRS IS DUE FRIDAY, JULY 1, 2005

The Federal Communications Commission’s Consumer & Governmental A ffairs Bureau reminds
states and telecommunications relay services (TRS) providers that they must submit their annual
consumer complaint log summaries for the 12-month period ending May 31, 2005, on or before
July 1, 2005.

To assist the Commission in monitoring the service quality of TRS providers, the Commission
requires state TRS programs and interstate TRS providers to maintain a log of consumer
complaints that allege violations of the federal TRS mandatory minimum standards.’ State TRS
programs should report all complaints made to the state agency, as well as those made to the
state’s TRS provider. TRS providers that provide interstate TRS, interstate STS, interstate
Spanish relay, interstate captioned telephone relay, VRS, or IP Relay are also required to submit
complaint log summaries. These summaries are intended to provide an early waming system to
the Commission of possible service quality problems. Additionally, this information allows the
Commission to determine whether a state or interstate TRS provider has appropriately addressed
consumer complaints and to spot national trends that may lend themselves to coordinated
solutions. This information further enables states to leamn how other states are resolving
complaints.’

Complaint log summaries should include information pertaining to complaints received between
June 1, 2004, and May 31, 2005. Complaint log summaries shall include, at a minimum, the
number of complaints received that allege a violation of the federal TRS mandatory minimum

' See Telecommunications Relay Services and Speech-to-Speech Services for Individuals with Hearing and
Speech Disabilities, Report and Order and Further Notice of Proposed Rulemaking, FCC 00-56, 15 FCC
Red 5140, a1 5144-5145, para. 9 (March 6, 2000) (/mproved TRS Order), 47 C.F.R. §64.604(c)(1) (TRS
“mandatory minimum standards” requiring filing of consumer complaint logs).

¥ Improved TRS Order, 15 FCC Red 5140, at 5190-5191, para. 122.



standards, the date of the complaint, the nature of the complaint, the date of its resolution, and an
explanation of the resolution.’

We note that according to the data presented in the state complaint log summary submissions for
2004, approximately sixteen hundred complaints were reported that alleged a violation of one or
more of the Commission’s mandatory minimum standards for TRS. Over seventy-seven percent
of all complaints alleged violations of the operational mandatory minimum standards and
stemmed from the interaction between the calling party and the communications assistant (CA).
We therefore remind TRS providers and state administrators that their CAs must, among other
things, be knowledgeable of TRS procedures, follow customer’s instructions, and continue to
keep callers informed about the progress of their call.

All filings must reference CG Docket 03-123. States and interstate TRS providers who choose
to submit by paper must submit an original and four copies of each filing on or before Friday,
July 1,2005. To expedite the processing of complaint log summaries, states and interstate TRS
providers are encouraged to submit an additional copy to Attn: Dana Jackson, Federal
Communications Commission, Consumer & Governmental A ffairs Bureau, 445 12* Street, SW,
Room CY-C417, Washington, DC 20554 or by email at Dana Jackson@fec.gov. States and
interstate TRS providers should also submit electronic disk copies of their complaint log
summaries on a standard 3.5 inch diskette formatted in an IBM compatible format using Word 97
or compatible software. The diskette should be submitted in “read-only™ mode and must be
clearly labeled with the State or interstate TRS provider name, the filing date and captioned
“Complaint Log Summary.”

Filings can be sent by hand or messenger delivery, by electronic media, by commercial overnight
courier, or by first-class or overnight U.S. Postal Service mail (although we continue to
experience delays in receiving U.S. Postal Service mail). The Commission's contractor, Natek,
Inc., will receive hand-delivered or messenger-delivered paper filings or electronic media for the
Commission's Secretary at 236 Massachusetts Avenue, NE, Suite 110, Washington, D.C. 20002.
The filing hours at this location are 8:00 a.m. to 7:00 p.m. All hand deliveries must be heid
together with rubber bands or fasteners. Any envelopes must be disposed of before entering the
building. Commercial and electronic media sent by overnight mail (other than U.S. Postal
Service Express Mail and Priority Mail) must be sent to 9300 East Hampton Drive, Capitol
Heights, MD 20743. U.S. Postal Service first-class mail, Express Mail, and Priority Mail should
be addressed 1o 445 12th Street, SW, Washington, D.C. 20554. All filings must be addressed to
the Commission's Secretary, Marlene H. Dortch, Office of the Secretary, Federal
Communications Commission, 445 12™ Street, SW, Room TW-B204, Washington, DC 20554.

The full text of this document and copies of any subsequently filed documents in this matter will
be available for public inspection and copying during regular business hours at the FCC Reference
Information Center, Portals [1, 445 12" Street, SW, Room CY-A257, Washington, DC 20554.
This document and copies of subsequently filed documents in this matters may also be purchased
from the Commission's duplicating contract, BCPI, Inc., Portals 11, 445 12" Street, SW, Room
CY-B402, Washington, DC 20554, Customers may contact BCPI, Inc. at their web site

www.bepiweb.com or call 1-800-378-3160.

To request materials in accessible formats for people with disabilities (Braille, large print,
electronic files, audio format), send an e-mail to fec304@ fee.cov or call the Consumer &
Governmental Affairs Bureau at (202) 418-0530 (voice), (202) 418-0432 (TTY). This Public
Notice can also be downloaded in Word or Portable Document Format (PDF) at:

! See 47 CF.R. § 64.604 (c)(1).



hitp:dwww. feg. govicab dro,

For further information regarding this Public Norice, contact Dana Jackson, Consumer &
Govemmental Affairs Bureau, Disability Rights Office (202) 418-1475 (voice), (202) 418-

0597(TTY), or e-mail Dana Jackson@fecc gov,

-FCC-



North Carolina

Department of Health and Human Services

Division of Services for the Deaf and the Hard of Hearing

319 Chapanoke Road, Suite 108 » 2301 Mail Service Center, Raleigh, NC 27699-2301

Tel: 919-773-2963 (Voice/TTY)

Michael F. Easley, Governor » Carmen Hooker Odom, Secretary » Linda Harrington, Director

June 23, 2004

Erica Myers

Federal Communications Commission
Consumer and Governmental Affairs Bureau
445 12" St. SW Room 6-A432

Washington, DC 20554
Dear Ms. Myers;

Enclosed you will find an original and four copies of North Carolina’s annual complaint log, and
the annual tally report for the 12 month period between June 1, 2003 and May 31, 2004.

If you have any questions concerning the reports, please feel free to contact me at 919-773-2963 or
by email at Linda.Harrington@ncmail.net.

Thank you for your support for our telecommunications technology for the Deaf, Hard of Hearing,
Deafblind, and Speech impaired.

T

Linda Harrington
Director, DSDHH

Cc: Kendrick Fentress
Public Staff Utilities Commission of NC



North Carolina

Department of Health and Human Services

Division of Services for the Deaf and the Hard of Hearing

319 Chapanoke Road, Suite 108 » 2301 Mail Service Center, Raleigh, NC 27699-2301

Tel: 919-773-2963 (Voice/TTY)

Michael F. Easley, Governor ¢ Carmen Hooker Odom, Secretary e Linda Harrington, Director

June 23, 2004

Marlene H. Dortch
Office of the Secretary
Federal Communications Commission

445 12" St. SW, Room TW-B204
Washington, DC 20554

Dear Ms. Dortch;

Enclosed you will find an original and four copies of North Carolina’s annual complaint log, the
annual tally report, and a diskette for the 12 month pericd teiscen June 1, 2003 and May 31, 2004.

If you have any questions concerning the reports, please feel free to contact me at 919-773-2963 or
by email at Linda.Harrington(@ncmail.net.

Thank you for your support for our telecommunications technology for the Deaf, Hard of Hearing,
Deafblind, and Speech impaired.

Sincerely,

Linda Harrington
Director, DSDHH

Cec: Kendrick Fentress
Public Staff Utilities Commission of NC



Complaint Tracking for North Carolina

June 2003
Tracking| Dateof | Cat # Nature of Complaint Date of Explanation of Resolution
] Compl. | Compl Rasolution
TTY customer experiencing garbied message
problems on cutgoing and incoming calls via WRRAC is working with customer to
relay NC. TTY user can make and receive direct resolve problems. Cusiomer has not
to TTY calls without a problem but when been able to meat with themn. Will
06/08/03| 26 |going through relay messages are garbled. 0711/03 |continue to monitor situalion. Mat
Apologized to customer for problems with WRRC and TTY has been
encountered via relay. Advised TT a complaint replaced, Everything is working and
would be entared. TT# 975664 Raquested [problem has been resolved.
contact from acct mgr. and or relay tech.
32941
Customer was upsat that CA did not respond P VX 40 volos aal
procedure with CA and CA
atter cusiomer gave # to dial. VCO fell CA hung enonetsed Sl of
0605/03| 5 |upina rude manner. | apologized to VGO for | 08/10/03 KvROge
s " " proper protocol. Attempted to contact
oy 0 S0 SGECDRaN customer no answer left a message
'would be taken. Customer wants follow
»- regarding coaching CA.
|Customer compiained that agent had to pace Supervisor advised Opr to pace using|
har too often which intsrrupted the call flow. *relay must type everything heard,
06723/03 7 |This agent was unusually siow. | apologized for | 07/00/03 |last words haard were...” only once,
the incanvenience and thanked her. Does not then say “one momeant®. Advised to
e (want follow contact. keap up with the voice customer.
Explained tha need to usa a VCO
Customer Is having garbling problem and anly phona line. Tum off all
oarzaca| 28 cannot read whal is being typed to him by relay 07114/03 background nolses and the naed to
Oprs. | apologlzed for the prablem and opened use silenca in VCO calls. You may
TT #001020859. Follow up required. not hear but the phone can - will
3355 maonitor.
|Spoke with CA. Coached thoroughty
on keeping focus on call and being
06/25/03 7 07N5/03 |responsive. Called customer back 1o
make her aware that CA was spoken
to and coachad.
33594
3asg4 | 0672503 17
|Customar raports har phone nbr does not
appear to relay Opr when using 711 but her nbr
appears when calling 800 TTY nbr to relay. mc"'l' hnhcmnd:wndumlml wor and m@m“m“
06/25/03| 35 |Apologized for prablem encountered advised 07/15/03 plel e
complaint and TT would be sent to mgmit and ;n’m’w e
tech. TT# 1021811 Customer requests call back]
from act mgr and tach,
3358-1
Agent hung up on customer whila customaer Contacted customer and he is
oerzsoal s gave another # for a very important call. 072300 pleased with the service and
Thanked customer for feedback and explained the situation regarding the
e Customer would like a call back. disconnection and he was okay.

Page 1 0f 13



Complaint Tracking for North Carolina

Tracking| Dateof | Cal # Natura of Complaint Date of Explanation of Resolution
8 Compl. | Compl. Rasolution
Dua to FCC regulations Sprint techs
Receivi | callis ard no! able to retrieve or provide
o urd =t » h relay N '““ o mm&:cmnmmgn
Carolina. Wants to find out who is calling. Told called costomer st number provided
06/27/03) 35 07/15/03 |and cusiomer had disconnacted the
customer would have Sprint Techs ressarch the e, Left Sotiher
|problem. Submitted TT# 1001030246 Customer St o ns
o it Kk number. Called twice no answer.
Called again and there was no
answar. Ticket closed.
L@ymmmw
the voice and haaring person could no
hear VCO voice loud encugh. Volume was 100 m";c‘m:"“““"’"“'“
bt Aoiaieaditine g unsure of namne in relay
06/30/03 -] probiorms 07/01/03 |conversafions. Followed up with
Inquired about garbled messages, Caller stated cusiomer and informed them of e
the problem is nol her equipment or garbled i
messages but relay Oprs who do not type
comectly. Cuslomer requesied call back.
33741
VCO reports Opr misspelled words throughout chmmumuhr
call and the voice and hearing parson could no situation. Part of the conversation
hear VCO voice loud anough. Volume was too was regarding Oprs. She feels thay
06/30/03 - Apologized for problams encounterad 073003 are not athical. One problem
Inquired about garblad messages. Caller statad resolved involving her background
the problem is not her equipment or garblad conversation. She indicated sha
messages but relay Oprs who do not type would contact me if she had another
comectly. Cuslomer requested call back. encounter with this.
34021 |06B0M3| 34
Voice person using a cell phona having difficulty
iconnacting to TTY user they are trying to reach. gm“n:l:n?ﬂn
24 |Voice person comes into relay with different 07/07/03 noeds 1o contact either Sprnt PCS
calling from #. Very upsst with servica, Would ——_— ice or his LEC
2578 IMMMMMTT!WM&SO

Page 2 of 13




Complaint Tracking for North Carolina

July 2003
Tracking| Date of | Cat. # Nature of Complaint Date of Explanation of Resolution
’ Compl. | Compl. Rasolution
After talking with on site tech who
informed me that the caller needs to
Voica person using cellphone having dificulty aither Sprint PCS customer
omozios| 24 [COMectng 1o TTY user they are trying 1o reach. | oonoins legnvice or his LEC. | called customer
Voice person comes into relay with different and relayed the info, The caller was
calling form #, Wants an immediate call back. angry but said he would try one
- mora time.
Opr nbr to dial. Person answered the
phone but then hung up. Customer asked Opr s
ovaems| 5 [ IMisiosia bt s O o | 080ses (5
call. Customer feit it was rude. Customer hung of call processing.
up before supearvisor could ask if they wanted
3839 o
g83g |07/2803| 17
Customer said they asked agent lor the nbr for CA knows that is allowed 1o
v and she would not give it to them. | wu.hnmmm
ormima| 3 [2Pologized for he problem and let customer | ooy 03 Hingt relay is aliowed to clarify in retay
| will inform this agent's supanvisor 50 they| moda belore dialing. CA coached on
spaak 1o the agent about this. Custormnar proper procedures.
s not want further contacl.
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Complaint Tracking for North Carolina

August 2003

Tracking

Nature of Complaint

Data of

Explanation of Resolution

Agent disconnected the customar. Apologized

speak with agent. No call back nacessary.

and said we would document tha complaint and

Spoke with agent. Agent
remembered tha call, said she
accidentally hit the wrong button
which disc. The caller. Agent
expressed awareness of procedures
and said it was an accident.

VCO caller said tha call didn't go through.
Apologized for an inconveniance. Sha wants
follow up.

Spoke with CA, she stated that sha
set "voice now * 1o no responsa at all
then VCO calier hung up. It may be
a technical problem, Called
customer and customer is satisfiad
and agrees problem seemed
tachnical,

42542

CA had a spelling VCO caller requested for a
supanvisor at the and of call than CA hung Up;

VCO caller. Apolagized for her
';unmmmm

42542

08603

(Opr hung up on customer. Apologized for this

Page40f13



Complaint Tracking for North Carolina

September 2003

Tracking| Dateof | Cat. & Nature of Complaint Date of Explanation of Resolution
# Compl. | Compl, Resolution
[TTY upset Opr was ruda and disconnected
caller when caller was not done with the call. Currently there are no agents at this
09/05/03( 5 |Apologized for tha inconveniance. Told caller 09/08/03 |center with that nbr. No further action
tha complaint would be fwd 10 the Opr's possibla,
2644 Supervisor.
Voice customer asked agent to speak louder or Spoka with CA she thought her mic
turn up the volume. Agent was speaking at was defaulted so she tried 1o go up to]
oemonoa| 3 barely a whisper. They have called 4 imes and mnwm.mm1m
haar tha Opr. Thanked customer for properly. CA tried 10 go up and down
us know and would fax to supervisor for the voluma again then the caller
&683X follow up. haard her fine.
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